
STUDENT NAME: Steluta Pascuta
STUDENT CODE: 1816339
LECTURER: OLU ADEGBITE
MODULE TITLE: Foreign Languages and cultural awareness
[image: ]






CONTENTS
Introduction……………………………………………………….page. 03
About the chosen countries……………………………………………………….......page 03-05
The importance of cultural awareness………………………………………...page 06 
Do’s and Don’ts………………………………………………………………………...page 06-07
Conclusion………………………………………………………………………………………page 07
[bookmark: _GoBack]References…………………………………………………………………………………...page 08
















Introduction
Within the today’s essay, there will be an aide memoire created which to give to the members of staff advices about the things they must do and the one they should not do when dealing with guests coming from different cultures. It is important for the guests to know how to have such situations under control and this because if they are well controlling things, they will successfully meet the expectations the international guests have. This assignment is also to be based on the “understanding of the differences between you and people from other backgrounds especially different countries” (Collins C. 2016). Therefore, there will be a list of countries to be analysed having under consideration the traditions, the behaviour and the expectations the tourists coming from there will aim for. In addition to that, throughout the assignment there will also be mentioned few advices on how to attract and motivate more international guests to come in your hotel. 
When attracting guests it is important to point out the value of the surroundings and this because guests “want to be productive during the trip” (BCD Travel 2018) this meaning that they do want to have a variety of things to do around to keep their holiday enjoyable. Especially when families with children are coming it is more than important to show them what they can do around for the kids to have fun as well. 
During the assignment the countries that I am about to include are Romanian, Italy, Spain, China, Scotland, Germany, Latvia, Thailand, Columbia, Malta. All these countries having a developed hospitality industry regarding to the touristic attractions and because of the advanced services. However,  each country is different one from another because the employees are behaving in different ways to the guests that the other employees would. 
1. Romania [image: ] is visited by a lot of people each year, following statistics there are about 1.9 million tourists visit Romania each year (Marica I. 2015) this demonstrating that Romania as a country is not as bad as it usually said. In addition to that the Romanians that are going for travelling are expecting to find welcoming people and nice people that are easy to speak to mainly because in Romania the people in charge of hospitality services will not communicate and smile as much, this affecting the level of comfortability of the guest. 
2. Italy [image: ] is a country in which the language is Italian and most of the tourists may also know some English because of the fact that all the Italians are studying English in school. Coming into the hospitality side, all the tourists that are going internationally expect to find everything that cannot be found in their country. For example, if in their country there are rooms where the house keepers are not doing their job great and dirty sheets are on the bed, then they do expect the hotel they are going to internationally to provide them everything they need especially nice services such as deals to specific products and everything. 
3. Spain [image: ] is a country that is known by everyone around the world and this regarding to the offers they do have in hotels and also because of the fact that their hotels are having deals are small prices, including the all-inclusive abroad. Therefore, tourists coming from Spain will be looking around after attractive places to go around the hotel and they will expect the employees at the hotel to be more reticent and silent as they do believe that it is not as necessary to be talking a lot. 
4. China [image: ] is a country of which language is Chinese, but the country when it comes about hospitality industry is very advanced with the technology and this because the guests there are doing even their check in online, they started to give up on keys and use things such as finger prints. Therefore, when guests from china are coming internationally, there are two types  of guests as one type of them will expect to find the same technology that is found in their country because in this way things will be easier for them to be in their comfortability.   
5. Scotland [image: ] is visited by a lot of tourists all the time and this because of the touristic attractions that the guests love. When it comes about Scottish  they tend to be not as friendly and this because they do not trust everyone with ease. However in the last period of time, some studies showed that even if they are not as friendly, they are still the friendliest ones around UK (Knapton S. 2015). 
6. German [image: Flag of Germany - Wikipedia] people travel a lot so they are informed how different country’s services are provided and because of this they may always expect the extreme especially in expensive hotels. They tend to be more extravagant then tourists coming from cultures such as Spain and therefore, they just want to go somewhere where they will be treated like in a real holiday which does not request them to do anything. 
7. Latvian [image: Flag of Latvia - Wikipedia] people are very kind and welcoming all the time, friendly and communicative so they do always expect to find smiley people and also they do want to find people that are able to hold discussions openly and with a nice tone of voice. They would always rather go on a cheaper hotel that has good staff and limited services as long as it has places around to go (Asabbatical 2017). 
8. Thailand [image: Flag of Thailand - Wikipedia] is very well known for the good quality at a small price and therefore, people travelling internationally from there may expect to find the same wherever they go. Moreover, the services that are provided are good and the guest service is mentioned as being exceptional as employees are well behaving, making the guest feel comfortable. As a result to that the Thailanders will always expect the employees to have a nice attitude, nice gestures and nice tone of voice which to make them feel as home (Cornell E. 2012).
9. Columbia [image: Amazon.com : SHOPZEUS Colombia Flag Polyester 3 ft. x 5 ft ...] is a country that has been highly improve along the time and tourism started to be more valued, guest service has been better provide by people that are more skilled and that are able to ensure that guests are well-treated. When it comes about guests that are coming from this area it important to keep in mind the they are educated and they will treat with patience most of the situations so even if some things are not going perfect they will still have the patience to cooperate with the employees with the aim of making everything in the way they should. 
10. Malta [image: New Malta Flag Large 5ft x 3ft with 2 metal Eyelets: Amazon.co.uk ...] has plenty of hotels that are very doted for the guests coming from everywhere, because of its seas and because of the touristic attractions people from everywhere tend to come and originally, they are nice, and they expect to receive the same treatment back. So, important to keep in mind is that if there are tourists coming from Malta they will not spend their time in to hotel too much as they do want to go around and meet new place so everything they are aiming for the most is a clean room with a clean bathroom that allow them to sleep comfortably and relaxed. 

The importance of cultural awareness 
Cultural awareness is important because “it influences the idea of accepting people coming from other cultures as well without arguing about their race, colour, gender or anything like this” (Belfield L. 2012). As a result all the hospitality industries must ensure that they do promote the diversity between cultures and that they are well-prepared to face any types of situations. 
If the hotel has not got a good cultural awareness/ diversity the hotel as a business may not grow as expected because of the constant local people which may not recommend the hotel and the location as much as an international. 
Methods to attract international guests
There are some key methods that will always influence guests from other cultures to choose your hotel. Some of the methods are: .
· Always put in evidence traditional things that promote the culture of the country as if guests coming from other cultures wish to get to know more about the country they plan to go to and in this way, if you show how your hotel has this to offer they are more likely to chose your hotel against others. 
· Ensure that the people at the front desks are responding in a great manner to the guest’s issues without making such faces and without responding that they cannot do anything. One of the key skills that are necessary at the front office is the problem solving and therefore, the employees at the front office must always find solutions to help the guests out.  
· Employ someone that is capable to speak more languages as if there is someone to speak in your language you are more likely to go there and tell exactly and specifically what expectations you have and what additional services you expect to receive. 
· Outline how technology is used in your hotel and this because guests coming from anywhere wish to find hotels that are easy to access, such as they do want to find hotel that within the technology are helping them not to go and grab their food but to have someone to bring their food. 
· Demonstrate how the employees are the best, on social media or on the hotel’s website it is important to represent how the employees are working together to make the hotel perfect working. In this way the international guests will have the opportunity that if they chose your hotel, they would receive the services in the manner that they wish to.  
· Treat the guests with patience because this is a key thing to keep guests close to you and also to maintain a positive relation during the journey.
However, there are also things that are making the guests to avoid coming to your hotel and there are things that employees must never do. For example:
· They must never use a bad tone of voice because it will influence them to create a bad impression about the country’s hospitality.
· They must never put pressure on guests that are not able to speak the language perfectly and this because they may need more time to think about what are the words they can use to express themselves, and if they are not carefully listened they will end up having services that they do not want and then everything will lay on the hotel’s shoulders. 
· Do not make them feel obligated to take additional services, this suggesting that the employees must not promote the products and services continuously and if the guest is not showing interest even from the first time you present the services to it then it may not be interested or it may not want that product because of personal reasons. 
Conclusion
As a conclusion tourist from other countries are being different between them regarding to the fact that some of them might like holding conversations with members of staff whereas some other may like to have short discussions strictly related to the offers, accommodations and things like this. Moreover, they are also different from one to another because they all have different languages, however tourists usually are capable to speak at least the basic English that is supporting them to understand the discussion for the check in and all the process. 
Therefore, as a result it is vital that the guests are fully trained in how to behave with international guests and this because their feedback is very important to attract some other guests as well. If more guests are influenced to come, then the hotel’s reputation will increase and once with it the profit will as well. 
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